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NISN Program Level Service Agreement (PSLA) Process
1. Purpose

This procedure describes the steps required to distribute, review, approve, and maintain the National Aeronautics and Space Administration (NASA) Integrated Services Network (NISN) Program Service Level Agreements (PSLAs) of services delivered to NASA customers.
2. Customer(s) and Success Indicators
NISN customers are NASA and sponsored support contractor personnel who require the use of NISN services in support of NASA missions and objectives.  Success shall be indicated by timely approvals of the NISN PSLAs on a yearly basis.
3. Process
3.1 Annual Review of Requirements
3.1.1 Once a year in August, Configuration Management (CM) will produce a table in Excel format of all current and projected NISN Requirements that exist in the PSLA Database. These records are known as “Active” PSLA records. The file will include those fields for each PSLA record that are subject to customer input. CM will make this file available to all Customer Service Representatives (CSRs) at the Centers via the Customer Service SharePoint directory.
3.1.2 Upon notification that the active PSLA records are available on SharePoint, the CSRs will pull those records that pertain to their individual customers. The CSRs will meet with the Requirements Owner for each PSLA record, seek validation that the requirement is still valid, and the information for the record is correct and complete. The CSR will request that the Requirements Owner choose one of three options when reviewing his/her PSLA record: a) approve the record with no changes; b) request changes to the PSLA record; or c) request that the service be disconnected and no longer charged to his/her Office/Center/Program/Mission Directorate.
3.1.3 Concurrent with step 3.1.2, the CSRs will work with their NASA Customer Interface Group (CIG) counterparts to jointly develop forecasted requirements for upcoming/ongoing Mission and Mission Support activities. Of particular concern in this exercise is the amount of new or increased bandwidth expected to be required in the future.

3.1.4 The customer will review the PSLA(s) for his Center/Program. At a minimum, the PSLA will show data from the following areas of the PSLA record:
· Demographics: PSLA ID Number, Title, Requirements Owner, Technical Point of Contact, Organization (Mission Directorate, Project), contact addresses, email, and phone numbers;
· Location data: Origination and Destination Sites of Service;
· Technical data: Type/Use of Service, Circuit IDs, Circuit Type, Start Date and End Date of Service, Requirements of Service, Data Rate;
· Funding Information: Funding Organization, Point of Contact, User or Core Funded, Billing Type

· NISN Charges for the Service: Units of Service Metric (USMs), Rate per USM, and charges for current Fiscal Year, and expected costs and projections for the next 5 Fiscal Years.

3.1.4.1 If the Requirements Owner approves the PSLA record as is, the CSR will inform CM via e-mail. CM will note that the record has been reviewed and approved.
3.1.4.2 If the Requirements Owner requests a change in the PSLA record, the CSR will record the change(s) required, and forward the change(s) to CM via e-mail. CM will update the PSLA record in the PSLA Database with the modified data.
3.1.4.3 If the Requirements Owner states that the NISN service is no longer required, the CSR will create a disconnect NISN Service Request (NSR) in the NISN Service Request System (NSRS), referencing the PSLA record ID. The CSR will also inform Configuration Management of the intent to disconnect the service, and provide CM with the NSR number.

3.1.5 Concurrent with steps 3.1.2 through 3.1.4, the UNITeS Business Office will review Billing Type, Circuit Number, Circuit Vendor Name, MICS ID, Procurement Type, RD Number, Vendor Circuit Type, and Funding Source. The NISN Category field will be reviewed with the NASA NISN Finance Office to ensure the correct category is still assigned based on the upcoming budget year. A standardized procedure will be followed to review and update these fields to reflect the data requirements based on the type of service (Rate Current Year, Switched Services, and/or VOTS usage). PSLA records will be updated as the data requirements are known and verified.
3.2 Distribution of Call Letter, “Final” PSLAs for Signature
3.2.1 Once PSLA changes have been identified and the PSLA records updated by way of the process outlined in 3.1, above, CM will produce a final table in Excel format of all Active PSLA records from the PSLA Database. This typically takes place in September. The file will be posted to the Customer Service SharePoint directory.
3.2.2 Concurrent to the CM activity, the NISN Customer Interface Group (CIG) prepares and distributes a “call letter” to the NISN Center Representative and Alternate, Project/Program Point of Contacts, Center CIO, and NISN civil servants and contractor management. The call letter will provide information for Requirements Owners and Center NISN Representatives on the review and signature process. The letter may also include information on important funding changes from the previous year, or other information of interest to the end-user community.
3.2.3 Upon receiving the final PSLA file, CSRs will sort out those records pertaining to their individual Center/Program, and separate them by Requesting Project.
3.2.4 Concurrent to activities described in 3.2.1, 3.2.2, and 3.2.3, the CIG will generate a standard Signature Page template. The template will be used by the CSRs to obtain NASA concurrence for all requirements documented in Mission Support PSLAs by Requesting Project.  The Signature Pages will be standardized across all Requesting Projects, and will be attached to the details of each Requesting Project as they appear in the file created in Step 3.2.1. The Signature Page will serve as a cover page for those Requirements. Signature lines will be reserved for the CSR, the Requirements Owner, and the Technical Point of Contact (TPOC). The Signature Pages template will be made available to the CSRs by way of the Customer Services SharePoint directory. When the Signature Page template and the final PSLA file are made available, the CSRs will begin scheduling meetings with the customer signatories.
3.2.5 The Process for collection of signatures is expected to take two months each year (October – November). Each CSR will visit with the required signatories to review the final version of each PSLA record. If the data is correct and complete in the opinion of the Requirements Owner, he/she will be asked to sign and date the Signature Page.
3.2.5.1 If the Requirements Owner wishes to make any additional changes to the PSLA at this point, he/she and the CSR will hand-mark-up the hard copy PSLA details sheet. The Requirements Owner will then sign the Signature Page, indicating approval of the marked-up copy. The process for signature collection will continue to the next step.
3.2.5.2 The CSR will separately contact UNITeS Configuration Management via email to note the changes made to the PSLA by the Requirements Owner. CM will modify the PSLA Database to reflect those changes.
3.2.6 Upon receiving all signatures from the office representatives of the PSLA requirement (Requirements Owner, Technical POC), the CSR will sign the Signature Page, and make a copy of the PSLA(s) and Signature Pages for filing at the Center. This copy will be presented to the NISN Center Representative if he/she requests to review the PSLAs.
3.2.7 The CSR will mail the original hard-copy PSLA records and attached Signature Pages to Configuration Management at Marshall Space Flight Center. Configuration Management, will log in the list for tracking purposes. A tracking log will be created and stored to a directory on SharePoint. CM will continue to track the PSLAs until all signatures have been obtained.
3.2.8 CM will notify the NISN Budget Analyst of the receipt of the PSLA Signatures for each project as the signatures are received. The NISN Budget Analyst will begin the funding approval process for that PSLA.
3.2.9 Once all PSLAs and signatures are received, CM will bundle them by Mission Directorate, and scan the final packages into Adobe Acrobat (PDF) files. The files from those scans will be posted online (SharePoint). The hard copy PSLAs will be filed. The final posting of these files are typically completed by the end of December.
3.2.10 CSRs may copy the PDF versions of the final, signed PSLAs from the Sharepoint site and provide copies (if requested) to the Requirements Owners, Center Reps, and/or other signatories. These files may also serve as later reference as to the content of the PSLA record at the time of the signature.
3.2.11 Forecasted Requirements. Once the signatures have been acquired for all forecasted Requirements, the appropriate CSR will submit a NISN Service Request (NSR), requesting a network assessment. If the request is for a Mission service, AT&T will perform an assessment of the bundled forecasted requirements against the current network loading capabilities, analyze impacts, and propose changes via the standard Design, Cost and Schedule process. If the forecast requirement is a Mission Support service, WAN Engineering will perform this analysis against the existing Mission Support network.
3.2.12 The NISN Budget Analyst will schedule teleconferences with managers of the Mission Directorates, NISN Project Manager, NISN Program Executive, NISN CIG and NISN CSRs to review all user-funded requirements and receive final funding commitments. These Mission Directorate Review meetings typically occur in the November – December time frame each year.
3.3 Creation of a New PSLA

3.3.1 New Program Service Level Agreements primarily are created as the result of the creation of a new major NASA project or program.

3.4 Creating New PSLA Records
3.4.1 New Program Service Level Agreements records primarily are created under one of the following scenarios:

3.4.1.1 Through the request of a new NISN service by a NASA customer;

3.4.1.2 As the result of a new Agency-wide service being offered by NISN to all (or multiple) Centers; and/or

3.4.1.3 A forecasted future requirement identified either by NISN or by an end-user customer.
3.4.2 The first two scenarios in 3.4.1.1 and 3.4.1.2 are usually the result of a NISN Service Request (NSR) for the item being placed “In-Service.” This leads to notification to UNITeS Configuration Management to create and populate a new record in the PSLA Database.
3.4.3 The third scenario in 3.4.1.3, above – forecasted future requirement – can derive from a multiple of sources (customer meetings, NISN Management meetings, forums, Quarterly Videoconferences, emails, trouble tickets, etc.). When NISN or UNITeS staff becomes aware of a potential new requirement being articulated, a CSR will be engaged to document the requirement. The CSR will contact Configuration Management via e-mail with the information gathered, and CM will create a new PSLA record in the PSLA Database.
3.4.4 New requirements and forecasted requirements, once entered into the PSLA Database, are subject to the annual review of requirements as outlined in this process.
3.5 Modification of Existing PSLA Records
3.5.1 The modification of data in a PSLA record can occur any time, and need not wait until the Annual Review of Requirements. If a CSR determines that a change is required to a PSLA, the CSR will contact Configuration Management via email to request the change. Configuration Management will perform the requested change to the record in the PSLA Database. Details of this process can be found in UNITeS Internal Work Instruction 4509 (Requirements Database Maintenance).
3.6 Inactive PSLAs Records
3.6.1 An Inactive PSLA is a record that is no longer current or reflects an inactive or forecasted (future) requirement. PSLA records are made inactive under one of the following scenarios:
3.6.1.1 Through the request to Disconnect/Cancel an existing NISN-maintained service by a NASA customer (i.e., by creating a Disconnect NSR); or
3.6.1.2 When an existing forecasted (future) requirement in the PSLA Database is cancelled/deemed void either by NISN or by an end-user customer.
3.6.2 A CSR will create a “disconnect” NSR in NSRS. A Task for CM to modify the PSLA record is automatically created in the NSR record. Upon completion of the NSR, CM will be tasked to render the PSLA record inactive as a requirement for NSR closure.
3.6.3 If a NSR is not required to make a PSLA record inactive (i.e., if there is no service to disconnect), the CSR will inform CM via e-mail that the PSLA is no longer required and can be made inactive.
3.6.4 Inactive PSLA records will be maintained in the PSLA Database indefinitely as a historical record, unless a specific order to permanently delete the record is given by the NISN Project Manager.

3.7 Quality Records

Program Service Level Agreement (PSLA) Database - This database contains the records of Active and Inactive PSLAs and PSLA Requirements. A list of all fields of the PSLA Database can be found in Appendix A.
	Record Description
	Record POC
	Storage Media
	Storage Location
	Index Method
	Retention Period
	Disposal Method

	Active PSLA Records Spreadsheet
	PSLA Admin
	Electronic 
	Sharepoint
	By File Name/Date
	Contract Period
	Purged and Destroyed

	Final Active PSLA Records Spreadsheet
	PSLA Admin
	Electronic
	Sharepoint
	By File Name/Date
	Contract Period
	Purged and Destroyed

	Email Communications (Requests for Change, Notification of Change)
	CSR/PSLA Admin
	Electronic
	PSLA Admin PC/CSR PC
	By Name/Date
	Contract Period
	Purged and Destroyed

	NSRs (Disconnects, New Service Requests)
	Service Management
	Electronic
	NIIS
	By Number
	Contract Period
	Purged and Destroyed

	PSLA Details Sheet
	CSR
	Hard Copy
	CM ARCHIVE
	By Requesting Project
	Contract Period
	Purged and Destroyed

	PSLA Requirements Database
	PSLA Admin
	Electronic
	NIIS
	By Record ID
	Contract Period
	Transfered across contract

	PSLA Signature Pages
	CSR
	Hard Copy & Electronic
	Hard Copy: CM Archive. Electronic: CM Library
	By Requesting Project
	Contract Period
	Purged and Destroyed

	PSLA Signature Page Log
	PSLA Admin
	Electronic
	SharePoint / CM Repository
	By Requesting Project
	Contract Period
	Purged and Destroyed

	PSLA Schedule (Annual POP/ Requirements Review Process)
	Project Scheduler
	Electronic
	Schedule PC / SharePoint
	By Name/Date
	Contract Period
	Purged and Destroyed


4. Change Log

	Status (Baseline/Revision/ Cancelled)
	Document Revision
	Effective Date
	Revision Purpose

	Baseline
	0
	July 2007
	Original issuance

	
	
	
	

	
	
	
	

	
	
	
	


Appendix A.    PSLA Database Field Definitions
	PSLA FIELD NAME
	DEFINITION
	OWNERSHIP
	ORIGIN OF DATA

	Billing Type 
	The means by which UNITeS pays for the service. Options are: Installed Base, IPAC, Future.
	UNITeS Business Office
	UNITeS Business Office / NSR

	Category
	Mission or Institutional.  All records in Mission PSLAs are considered Mission.  All records in Center PSLAs are considered Institutional.
	CSR
	NSR

	Center
	Lead centers for requirement definition; this may or may not be the funding center.   May be used in future to identify all Center implemented requirements.
	CSR
	NSR

	Channelized ID
	The circuit channel number (if any) associated with the service.
	CSR
	NSR

	Circuit Number 
	The vendor or local carrier number for a data or voice circuit.  May also include a channel number or series of dial numbers.
	UNITeS Business Office
	SO

	Circuit Type
	Indicates whether the cost of a circuit is shared by two or more Centers or Programs, or whether a circuit is channelized.
	SM
	CSR

	Circuit Vendor Name 
	The name of the vendor thru which a circuit is procured. Provided by Circuit Provisioning.
	UNITeS Business Office
	UNITeS Business Office / NSR

	Circuit Vendor Non-Recurring Cost
	The one-time charges by the Circuit Vendor associated with installation of a circuit. This information will be displayed in 'Read Only' mode in the PSLA module. The data will be populated in a module maintained by the UNITeS Business Office.
	UNITeS Business Office
	UNITeS Business Office

	Comments
	Provided primarily by the database administrator to indicate significant changes to the requirement or the data related to it.
	SM
	CSR / SM

	Cost Current Rate 2nd, 3rd, 4th, 5th, and 6th Yr 
	Automatically calculated as Units x Rate = Cost
	SYSTEM
	SYSTEM

	Cost Current Yr 
	Automatically calculated as Units x Rate = Cost
	SYSTEM
	SYSTEM

	CSR Notes
	This diary field provides CSRs with a means to keep notes associated with each record. All CSRs have write access to this field; the data stored here will not appear on reports delivered to NISN.
	CSR
	CSR

	Data Rate 
	The actual bandwidth of the requirement/requested by customer.
	CSR
	NSR

	Destination Site 
	One terminating point of a circuit.  If the requirement is an end-user service, like a ViTS unit, the building and room number in which the unit is installed  is specified here.
	CSR
	NSR

	Entry ID 
	A unique, system generated, alpha-numeric identifier assigned to the record.  This field has been useful when developing a set of prices to associate with particular records (i.e., when GSA prices are updated, a spreadsheet of the Entry ID of the circuit associated with the price may be loaded into Remedy to update the prices).
	SYSTEM
	SYSTEM

	Escalate?
	Indicates whether the rate of a service increases by a percentage each year. The percentage is determined by NASA
	NASA NISN Finance Office
	Doralee Searcy

	Funding POC 
	NASA person responsible for the transfer of funding for the requirement.
	NASA NISN Finance Office
	Denise Smithers

	Funding POC Phone 
	Phone number of the person identified in ‘Funding POC’ field.
	NASA NISN Finance Office
	Denise Smithers

	Funding Source 
	The source is either Core or User, based on the NISN Funding Strategy for the current year.  A given service may include records that are Core and User funded.  For example, InstMSFC Record ID 235 includes PIP Routed Data, which is Core funded, and a Tail Circuit, which is User Funded.
	UNITeS Business Office
	Budget / Funding Strategy

	Funding/Project Org 
	NASA Organizational symbol for the funding entity described in the field ‘Requesting Project’.
	NASA NISN Finance Office
	Denise Smithers

	Liability Date 
	If a circuit contract carries a penalty for disconnecting the circuit prior to the end of the circuit contract, then this is the date that the circuit contract ends and the Termination Liability is either extended or becomes the standard 30 days.
	UNITeS Business Office
	SO

	MICS ID 
	The four-digit number assigned to a circuit in the Management Information and Control System (MICS) database. Provided by Circuit Provisioning.
	UNITeS Business Office
	MICS

	Mission Directorate
	Previously known as NASA Enterprises.  The directorates are organizationally structured into four segments which include: Aeronautics Research (AR), Science (OS-E and OS-S), Exploration Systems (ER), and Space Operations (OSO).  In addition, Agencywide CIO is not an official NASA Mission Directorate.  However, for budget review purposes, several projects are listed in this category for clearer reporting.
	CSR
	NSR

	NISN Category 
	This field is used by the business management group to sort requirements into budgeted categories:   The categories are as follows:  Mission, Mission Support, FAX-B, OCONUS, OCONUS/S&A, DCNSS, R-TC, Satellite, Select, Switched, VITS-E, ViTS-M, VoTS-E, VoTS-M, VRA-E, VRA-M, and VOTS USAGE
	NASA NISN Finance Office
	 

	NSR Number
	NSR Number(s) – The NISN Service Requests that are associated with the service.  NIIS associates the action accomplished by each NSR; i.e., 32251 – New; 32653 – Disconnect 
	CSR
	NSR

	Origination Site 
	Is one a terminating point of a circuit?  If the requirement is an end-user service, like a ViTS unit, the Center at which the unit is installed is specified here.
	CSR
	NSR

	Percentage
	If a service is shared by two or more Centers or Programs, the percentage of cost paid under a particular record.
	CSR
	CSR

	Prime Use 
	Provided by the CSR. Indicates the function of the service.
	CSR
	CSR

	Procurement Type 
	Switched Service, General Services Administration (GSA), UNITeS, TKCC, Telenor, M-COMM or Other.  The vehicle used to purchase the service.  This indicates the price source for the requirement.
	UNITeS Business Office
	UNITeS Business Office

	Protocol
	The type of data that the service provides, or the type of end-user service provided; (i.e., Internet Protocol (IP), Voice, Video,, Dedicated Data (Ded) , Custom, Tail Circuit (TC), Video Roll About (VRA), Voice Teleconferencing System (VoTS), Center IP, etc).
	CSR
	NSR

	PSLA Record ID 
	A number, which combined with the PSLA Title, identifies a service.  A service may be comprised of many records with the same PSLA Title and PSLA Record ID.  For example, InstMSFC Record ID 235 may be comprised of two records: a Premium Internet Protocol (PIP) Routed Data and a Tail Circuit.  Space Shuttle Record ID 35 may be comprised of nine records, made up of seven Dedicated Voice channels and two Routed Data channels.
	SM
	Cindy

	PSLA Title 
	The name of the NASA Center or Program utilizing the service.
	CSR
	NSR

	Rate
	The initial rate (cost) of the service
	UNITes Business Office
	UNITeS Business Office

	Rate 2nd, 3rd, 4th, 5th, and 6th Yr 
	The anticipated rate per unit in out years.  There is currently a 3 percent escalation in the rate each year.
	UNITeS Business Office
	Doralee Searcy / escalation factor

	Rate Current Yr 
	The recurring cost of the service for each unit, as defined in the USMs Current Yr field.
	UNITeS Business Office
	CIRCUITS - SO OR CKT PROV / ViTS - CSR / SWITCHED - CKT PROV

	RD Number 
	The Requirements Document (RD) under which the documented service is tracked.
	UNITeS Business Office
	 

	Requesting Project 
	The specific entity, within a NASA Center or Program, which funds the requirement.  For example, InstMSFC details include requirements with Requesting Project , Integrated Financial Management (IFM),  Shuttle, NASA Data Center (NDC)
	CSR
	NSR

	Requirement Definition 
	The original requirement that precipitated the implementation of a NISN service.  To be provided by the CSR.
	CSR
	NSR

	Requirement Owner 
	Provided by the CSR. The NASA civil servant who is responsible for approval and is cognizant of the requirement.
	CSR
	CSR

	Requirement Owner E-mail 
	The e-mail address of  NASA civil servant who is responsible for approval and is cognizant of the requirement
	CSR
	CSR

	Requirement Owner Organization 
	Provided by the CSR. The NASA organization code of NASA civil servant who is responsible for approval of the requirement.
	CSR
	CSR

	Requirement Owner Phone Number 
	The phone number of  NASA civil servant who is responsible for approval and is cognizant of the requirement
	CSR
	CSR

	Service Title 
	The name of the type of service represented by the requirement. (Routed Data, Video Desktop, Custom etc). Must align with the NASA Services Document..
	CSR
	NSR

	Source Document 
	Program Requirement Document (PRD) Reference or other requirements source, RFS
	CSR
	PRD / ?

	Start Date 
	The date that the service begins.  For a new service, this is the Actual In-Service Date of the NSR.  For a Future requirement, this is the anticipated install date.
	CSR
	NSR

	Status
	Active or Inactive, based on whether the service is still required, or whether the cost of the service is still charged to the PSLA entered.  A service that is disconnected or discontinued is Status – Inactive.
	SYSTEM
	SYSTEM

	Stop Date 
	The date that the service is expected to end.  For a disconnect, this is the Actual In-Service Date of the NSR.
	CSR
	NSR

	Technical POC 
	Provided by the CSR. The person who is familiar with the technical aspects of the requirement.
	CSR
	CSR

	Technical POC E-mail Address 
	Technical POC email
	CSR
	CSR

	Technical POC Phone Number 
	Technical POC phone
	CSR
	CSR

	Unit of Service Metrics (USMs) Current Year (Yr) 
	Units may be expressed in months, minutes of usage, or units to be maintained (i.e., VRA Units).  If a requirement is installed or disconnected, the actual months of service (or other unit) are entered.  This is usually based on the start bill date and/or Actual In-Service Date of the NSR to install or discontinue service.
	CSR
	NSR

	USMs 2nd, 3rd, 4th, 5th, and 6th Yr 
	Units may be expressed in months, minutes of usage, or units to be maintained (i.e., VRA Units).  If a requirement is installed or disconnected, the actual months of service (or other unit) are entered.  This is usually based on the start bill date and/or Actual In-Service Date of the NSR to install or discontinue service. NIIS automatically calculates the units of service for circuits based on the Start and Stop Dates specified
	CSR
	CSR

	Vendor Circuit Type 
	The classification service provided by a circuit. Provided by Circuit Provisioning.
	UNITeS Business Office
	UNITeS Business Office

	Year
	The fiscal year associated a set of requirements.  When an annual snapshot of requirements is made and distributed to the Centers and Programs for signature, the set of requirements is frozen by year.  The entire set is then duplicated and called ‘Working’.  The Working set of records is maintained real-time, based on additions, deletions, and changes to the requirements.
	SM
	Fiscal Year Calendar


Appendix B.   Schedule of Annual PSLA Requirement Review
	Event
	Process Step
	Responsible Organization
	Month of Event

	Snapshot of PSLA records produced and sent to CSRs
	3.1.1
	CM
	August

	PSLA records sorted by site/program. Delivered to customers for validation. Customers provide feedback; CSRs modify PSLA records as appropriate.
	3.1.2
	CSR
	August

	Mission CSRs work with NISN CIG to forecast requirements for future and ongoing missions. Mission CSRs modify/create PSLA records as appropriate.
	3.1.3
	CSR
	August

	CSRs provide PSLA changes to CM
	3.1.3.1 - 3.1.3.3
	CSR
	September

	CM modifies PSLA records based on CSR input.
	3.1.3.1 - 3.1.3.3
	CSR
	September

	Business Office reviews billing data in PSLAs
	3.1.4
	UNITeS Business Off.
	September

	CM produces new snapshot of data for final review.
	3.2.1
	CM
	September

	"Call Letter" issued
	3.2.2
	NISN CIG
	September

	Signature Pages generated, distributed with snapshot data to CSRs
	3.2.4
	CM
	September

	Collection of signatures (Requirements Owner, TPOC) by CSR
	3.2.5
	CSR
	October - November

	Signed Signature Pages mailed to Configuration Management
	3.2.7
	CSR/CM
	October - November

	CM logs in PSLAs from CSRs
	3.2.7
	CM
	November

	CM notifies NISN Budget Analyst of receipt of PSLA
	3.2.8
	CM
	November

	NISN Budget Analyst begins funding process with PSLA's office
	3.2.8
	NISN Budget Analyst
	November

	Signature Pages scanned to images to be posted to Sharepoint; hardcopies filed.
	3.2.9
	CM
	November - December

	CSRs retrieve images from Sharepoint, provides copies to signatories at their home site as requested.
	3.2.10
	CSR
	January

	Mission CSRs open NSR to perform a network assessment based on forecasted requirements in Step 3.1.3
	3.2.11
	CSR
	January

	Mission Directorate Reviews take place to receive final funding commitments
	3.2.12
	NISN Budget Analyst
	November - January


Appendix C.   Annual PSLA Requirement Review Flowchart
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Appendix D.   Abbreviations and Acronyms
	Acronym
	Definition

	CM
	Configuration Management (NISN/UNITeS)

	CSR
	Customer Service Representative (NISN/UNITeS)

	CIG
	Customer Interface Group (NISN)

	NASA
	National Aeronautics and Space Administration

	NISN
	NASA Integrated Services Network (NASA)

	NSR
	NISN Service Request

	NSRS
	NISN Services Request System

	POC
	Point of Contact

	PM
	Project Manager/Program Manager

	PSLA
	Program Service Level Agreement

	SM
	Senior Management (NISN)

	TPOC
	Technical Point of Contact (NASA)

	USM
	Units of Service Metric

	UNITeS
	Unified NASA Information Technology Services
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CM produces snapshot of current data


Snapshot delivered to CSRs. CSRs sort individual PSLAs by program/customer


CSRs deliver PSLAs to customer for validation


Customers modify and validate PSLAs, return to CSR


CSRs modify and/or create new PSLAs, return all changes to CM


CM modifies PSLA database based on inputs provided by CSRs


CM notifies Business Office and CSRs to review modified PSLA database


Business Office reviews PSLA billing data


CSRs review and verify changes


PSLA database accepted as complete


Mission CSRs work with CIG to forecast requirements for future and ongoing missions


Mission CSRs submit NSRs as needed for analysis of requirements


Mission CSRs


Mission Support CSRs


CM informs CSRs of location of Signature Page image files


NISN CIG issues “Call Letter” to customers, generates Signature Pages template


CM places Signature Pages template on SharePoint


Requirements Owner and TPOC sign the PSLA Signature Sheet


CSRs return signed signatures to CM


CSRs retieve templates, and deliver PSLA documents to customers for signature


CM logs receipt of PSLA


CM informs NISN Budget Analyst of receipt of PSLA


NISN Budget Analyst begins funding process with PSLA Owner’s Office


CM scans Signature Pages into images, and posts them to SharePoint. Hardcopies of Signature Sheets are filed.


CSRs retrieve images, provide printed copy to Requirements Owner


End Process


Final funding commitments are given by customers at Mission Directorate Reviews



